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ABSTRACT 

Because of rapid technology changes, stixiies of oompanies Jf^fJ^f 
undert^ periodicLly to learn types of decisions teang ^deabout 
used iJi the telecanminication area. Data presented in this stijdy "based 
^e^arS Vf current literature ard questionnaire and interview responses 
of 50 ocrpanies. 

• INTRODUCTION f , 

The rising costs of comnunication and office operations and the need for 
increaS S^StSn justifies telecamunication systan installaticm in an 
^^eSJTnSter of businesses. T^^erefore, business ooiinunication 
SlL^S S^JTScorporate up-to^te teleccnnunication materials in the 

curriculum. 

"Telecotirjnication is the transnission of information between one 
informaSoT^ssing systan an3 another." That informaticr may include data, 
image, text, and voice. (5) 

Our 1987 study reflects channels detenninaJ by a survey of local 
business! This piper will be organized in ^J?^^<^ SleSts 
the study; ccrtirrunication personnel; channel selection; and sur^tary of results. 

NEE) FOR THE STUDY 



whPn one looks at any of the models of oanmunicaticn whether the 
ShannoS^^ iSel ShoS^elanents include source, message, channel, receiver, 
STS^SS^^SnfSi ;Slo Mrdel whose el«^ts include the source, mes^^ 
Sam^l^eceivir; or the Laswell Model whose elements include Who Says **at 
2^'TS^rS;«? Channel with ^<hat Effect, one integral part of each model 
is the channel selection. 

•n- criteria the sender or source must consider when deciding upon the 
c^annefLf irSs?^(rtime, (3) message intensity or^mce,^ receiver 
SSTas who the noiiber, aid rS) need for i written record. In recent years 
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the nedia fran which to select vas acrafwhat limited. When one needed to send 
an oral message, the choice was between face-to-faoe r ..iruxucation or 
telephone. When one needed to tend a written message, the possible choice 
was arong a letter, mero, facsimile, or in-house publications. Even thojgh 
each of these channels is still available, many others are avail able su ch 
as the electronic telephone, video conferencing, mailgram, ootpiter-to-oatpiter, 
tenninal-to-ociiiMter, terminal-to-tenninal, satellite ooritunicaticns, and other 
local or global area network configurations. As channels have increased, costs 
have increased and ocmtunication decisions are becaning more oorplex. 

Tfeleocmtunication can be a major factor in more eocncmical, efficient 
oamunication processes. The teleoamunicaticn industry is changing constantly. 
With technological advances and deregulation and the divestiture of AT&T, 
oonpanies are finiing it difficult to keep up with technology. Choosing 
teleoamunication oorpjnents that best serve an organization's needs is very 
ijt|x>rtant and difficult as viell. However, consultant groups can help an 
organization determine their telecaiuimicaticn needs and assist in certain 
tasks. Also, the Teleccntunication Association will provide guidance and 
education to managers assigned the task of ocnpany telecannunication. For 
more information about the support services, write TCA, 1515 West Cameron 
Avenue B 140, West Covina, CA 91790. 

I . ■ . f 

' REASONS FOR ADOPTING TELBOCMINICMICN 



Each canpany should look at telecanromication systems in the of f ice 
because: (1) as vvch as 75 percent of document delivery time savings, 
(2) increased security and accuracy in transnission, (3) when oaiparing a 
nultipage docvrent, the cost of inmediate delivery is nuch Ifcss than with 
other carriers, (1) 

CaWUNICATICN PERSONNEL 



Organizatiois need someone to manage the telecoimunicatrton function. 
"Prior to the advent of caipetition, 'telecanTTiunicaticm managanent' mecsnt 
sirrply checking the monthly phone bill, handling compladnts about the phone 
s\'stan when it was not working properly, and ordering equipnent and service 
changes." (2) When assistance was needed, organizations called the local 
telephone ccrpany. Now, bec^'jse several factors have changed our environ- 
ment over the past few years, teleoonrajnication managers have found themselves 
responsible for the ccnpany telephone systan and networks for the first time. 
Besides the industry changes, many corporations are awakening to the greater 
role of telecotrunication in corporate strategy and in increasing worker 
productivity. As a result, they must balance technical and mangerial skills 
more effectively than before. 

Managers responsible for their ocppany's telecanninication systan are 
now involved with functions essential to a manager's role, such as planning, 
designing, selecting, or vpgrading systans under their charge. They nust: 
learn new technologies, plan teleconnunicatior services, and select new 
systems from a diversity of vendors. (3) 
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- ,^™nv resources ard, when managed 

profitability. -^^^.r,*-* are 

..a^r^TtS:??-^- ^^^^^ - 

T:^^^^^^'^^ f ^^^^ 
il^^telecotmioicaticn eqoiprent. 

• - ««if In the teleoom envirorwent, many 
• educate one's self . tV^K?; S increase productivity and 
opportunities are available to increase 

save noney. 

. ,et the m»t fron veMor products »nd services. 

. £o«»lize strategic pla:>s for five to ten years ahead. 



CHANNEL SELECTION 



*-m in the cast should be 
OrganizaUo^ ttet "v^^years'tld, a ca^ 

auare of certain features. If IS^fJ^niv futures found in today's 

takiM advantage of the P«>*«i^^^'^„f!!rnhat allow businesses to 
SsSsHiS^^U ^ ^fTliSatf 2^Ss^l^ distance dar^s 
S aS^^n^e J^S^ScrSTon-h^* dialing and sp«ed 

SSl5S^ SS^^a^^io^ers to l« -re productive. (4, 

' r*-^^ «n facets of the telecximmicatian 

Technological change has a^eater problan exists in 

is^^^ f^ter choosing a ph^e ^^^^^'^i^sed cS^tition arong 
choosii^ a long-^stance carrier, jj^i^ difficult to distinguish 
iS-distance carriers, «^?>^®^^!^%^,?^Se5 needs. The decision in 
SSSi features tiat are best ^,nust be approached with 

Soosi.^ a telep4«ne systa. is ^^^^^f, 
a clear understanding of one s teiepnone 



RESULTS OF THE SUKVEV 

As shown in 



« in Table 1, of the "^^-^^TW^"" 
^^J^^^ "ost frequent^ ^^^^iJ^tS^f transfer, toth 
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TABLE 1 

SYSTEMS USED IN TOE BUSINESS 



TVpe of SystOT N«*er Percentage of Response 

Key telephsne systems 
Private branch exchange 
large telephone switching 
Teletype 
Facsiirdle 
Cellular telephone 
Data modans 
Video conferencing 
Telex 

Electronic telephone 
Con^Mter-to-ocrputer data 
E— can 

NCJTE- the possibility existed that each person could have responded af finnatively 
to each itan; therefore, percentages could have been 100 percent for each 
itan. 

In sumary, telecomunication corponehts included telephone systans, tele- 
type, facsimile, video teleconferencing, telex, and oarputer-to-oanputer data 
transfer. 

Sbcty-five percent of the firms used "dial-up" equipnent. Infomation 
gained fran the interviews indicated most of the teleccrmunicatacn was dial- 
up" equipient and approxiitately 20 percent was by "hard-wired" form of conputer 
oomiunication. Also video telecorrunicaticn was used by sane firms for 
training purposes. 

As shown in Table 2, Facsiirdle, Federal Express, and Telex were external 
mail distribution systems used most frequently. 

TABLE 2 

Em3«^ VSfiJL DISTRIBUTION SYSTEMS 
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Type of Systan Nurriber Percentage of Response 

Facsimile 1| || 

Federal B<press 15 w 

Intepost 0 0 

IWX \ " 

Mailgrams 5 " 

Ttelex 11 *^ 



NOTE: Ihe possibility existed that each person could have responded 

affirmatively to more than one itan; therefore, percentages could 
have been 100 percent for each item. 

In addition to the external mail distribution systems just given, 
nine percr^nt of the firms used electronic internal nail distribution systems. 

Seventy percent of the firms owned their ^jeleoannunicaticn systan 
%Aile thirty percent leased their phone system. Seventy percent of the firms 
used xrer tor their lcng*-distanoe carrier* 

Groi^ and productivity in the firm \fas attributed to the telecamiuni- 
cation system by half of the firms surveyed. 

For training jxirposes, seventy percent of the firms did have a 
teleccnrmmication manual, vhile thirty percent did not. 
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